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ABSTRACT 
 
This Paper analyzes the study of ceramic industry with respect to improvement quality on the basis of ISO 
certificate to satisfy and improve quality standard customer's needs. It also contains the statistics data for the 

enhancement. 
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INTRODUCTION 
 
“Kai” in The Japanese means change and “Zen” means good (for the better). So that Kaizen means improvement. It 
implies improvement in every sphere of activity. Quality Guru Juran defines Quality as “fitness for the purpose.” 
 
The study of ceramic industry with respect to improvement quality on the basis of ISO certificate to satisfy 
customers’ needs as much as possible and improve in quality standard and application of fitness for the purpose. 
The most of the organizations are ISO 901-14000 certified. Within a short period they have got ISO label. 
 
This article is an attempt to find out whether the improvement in quality gives results or not and up to what extent 
improvement in quality brings an impact on cost of production (increase or decrease)? How much increase in 
sales? And at the end which parameters can be applied to achieve the “best quality improvement”. 

 
ISO-Meaning 
 
International Organization for Standardization has been abbreviated as ISO and not an IOS. Because at the outset 
when this organization was being named it was found that abbreviation would be different languages.     

 
For example in French its name would be Organization International de Normalization. So abbreviation would be 
OIN. 

 
That’s why they took Greek word “isos” meaning “Equal” implying that without any discrimination to any country 
or language, so that the organization would be called ISO. 

 
About Ceramic Industry - INDUSTRY HIGHLIGHTS 
 
 Ceramic tiles today have become integral part of home improvement. It can make a huge difference in the 

way your interiors and outdoors look and express. 
 Indian tile industry despite an overall slowdown of the economy continues to grow 15% per annum. 
 Investment in last five years has aggregated over Rs.2,000 crores and production during 2006-07 stood at 

approximately 340 million sq.meters. 
 Revenue and earning industry excise mops up over Rs.350 crores annually from organized sector alone. 
 Indian ranks in the top 5 countries in terms of tiles production in the world. 
 The ceramic tiles sector has clocked robust growth of the 12 to 15% consistently for last few years because 

of the boom in housing sector. 

 
Statistics Data 
 
1. World production   :  6,900 million sq. meters. 
2. India’s share   :  340 million sq. meters. 
3. Per capita consumption  :  0.30 sq. meters 
4. Global industrial growth rate :  6% 
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5. Organized industry turn-over (India)  :  Rs.3, 000 crores. 
6. Glazed/wall tiles share  :  40% 
7. Glazed/floor tiles   :  46% 

8. Job potential   :  50,000 direct and 5,00,000 indirect.       
 
Objective of the study: 
 
 To find out at which level exporters of ceramic industry are standing now compared with Italy, China and 

U.S.A. etc. 
 What kind of strategy they need to apply to achieve a sustainable growth? 
 What are they doing right now to do the same? 

 
Methodology of the study: 
 
Survey of most popular 20 ceramic companies factories had been conducted personally to ask six questions about 
Quality Improvement and whatever answers had been got on this bases information can be revealed. 
 
 Before we decide destiny we should at least know at which level we are standing. 

 
As stated earlier the organizations which export the goods by their point of view quality means most of the 
production managers feel that after changing design or shape if the sales increase it means “Quality 
Improvement”. Out of the 20 best run organizations, only two organizations’ main behind “Quality Improvement” 
was of “Customer Satisfaction”. It means they are applying the definition – “Fitness for the purpose.” In other 
organizations most of the production managers reply that they use better quality raw material whenever they are 
asked how they improve their quality. The real picture behind this show, that they all are paying heavy “Cost of 
poor quality” (COPQ). COPQ is the cost associated with the production of defective products or services. These 
costs include the costs involved in fulfilling the gap between the quality of the desired and the actual 
products/services. This is also includes the cost of lost opportunity due to loss of resources used in rectifying the 
defect. COPQ does not include detection and prevention costs. It will generally include the following cost 
components: 
       

 Cost of labor to fix the problem 
 Cost of additional material cost 
 Cost of extra utilities  
 Cost of the lost opportunity 

 
From the above I suggest,  the right position of improvement in quality, up to what extent the cost of production 
increases and how much it affects the price of the product. 
 
Quality and the cost of production and sales level increase if ISO 9001 to 14000 certified companies have 
amelioration. We can find very few exporters who can make better quality without increasing any COP. It means 
that only a few are able to improve the quality and can control COP or improve the quality and simultaneously 
decrease the COP. This is my attempt to find out why only a few can attain sustained competitive advantage over 
competitors through quality. Following reasons are responsible for this difference: 
 
1. Continuous change: In today’s modern management the wind of change is blowing. Hence either change or 

die. The best exporters are doing continuous change in design. They take customers’ feedback and their 
main objective is customers’ satisfaction only. 

2. Vision to serve best: They have the acute vision that provides them enough reason to serve their customer 
in the best possible manner which would add to the value of the product. 

3. Cost of Quality: In most of the organizations we find that COP also increases along with the improvement in 
quality. These industries go by the paradigm that COP always increases when you try to improve the quality. 
But in reality the best companies are able to improve their quality without increasing the COP. These 
companies when they find any increase in COP immediately reduce their profit margin to level off the COP. 

4. TQM at 100%: Without 100% involvement of all the employees of a company 100% TQM can not be 
achieved. The reason behind this is that “Only the wearer knows where the shoe bites.” Hence unless every 
single employee irrespective of the cadre is made responsible for the quality TQM cannot be achieved. 

 
Following suggestions are applicable for most of the organizations and they are base on the Japanese Model of 
TQM: 
Kobetsu Kaizen (KK): In Japanese Kobetsu Kaizen means individual improvement. This means to make a move 
towards zero losses of all kinds and 16 different types of losses are identified like breakdowns, change over times 
etc. Their current level is calculated and goals are set for improvement in Overall equipment efficiently (OEE). A 
master plan is developed in line with the objectives of the business or the factory. Such a master plan would 
include variables in achievement of productivity, quality, costs, design, safety and morale (PQCDSM). Let us define 
PQCDSM its components wise: 
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P = Productivity increased by 

 Improvement I OEE of machines 

 Improvement in attaining effective man hours 

 Improvement in labor productivity 
 
Q = Improvement in quality with a view to bringing defect to zero through analysis of  

   Customer complaints and warranty returns 

   In house rejections 

   In house rework 

   Rejection of incoming material 
 
C = Cost Reduction through 

   Increase in OEE 

   Just in time inventory of raw material (JIT) 

   Implementation of motivational exercises 

   Total control over operational over heads 

   Total control over time loss through outstanding collections 
 
D = To upgrade delivery performance through  

   Supply chain management 

   Regular customers’ feedback on market demands and  projections of future requirements 
 
S = Total safety achievement through Zero Accidents by 

 Providing training in machine operations/maintenance 

 Prevention of accidents through identifying unsafe locations and taking corrective actions 

 Motivation of operating personnel through involvement and participation 
 
M = Improvement in the morale of operators by 

  Encouraging generation of Kaizen and Rewarding for valuable   suggestions  

 Providing total training in maintenance and up gradation of skill levels though refresher programs 

 
Hintshisu Hozen = Quality Maintenance 
 
HH or the quality maintenance focuses on setting targets for ensuring the quality of products. These targets can be 
reduction in process failure, consumers’ complaints and just in time inventory (JIT) of raw material as well as 
finished goods. 
 
It is essential for every company that they fully concentrate on the five ‘S’ strongly advocated in the philosophy of 
Hintshisu Hozen = Quality Maintenance. They are as follows and are so very much self explanatory that they do 
not require an translation of any sort: 

 Sorting out 

 Systematic arrangement 

 Spic % span 

 Standardized 

 Self discipline. 
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